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Task 2

Observation of Practice
Guidance: 

A learner must choose an observation of direct social work practice with people in need of care and support and/or their carers. The observation cannot be from giving evidence in court, contributing to strategy group meetings, case conferences or tribunals or any other indirect activity. The consent of the individual/s in need of care and support and/or their carers must be sought before the observation is undertaken. The observation must be undertaken by an observer who is social work qualified and has at least 3 years’ experience (criteria set out in the Programme Handbook). The observation must be for a minimum of 30 minutes. The observer will gain feedback from the individual/s in need of care and support and/or their carers using either the pro forma below or one of the learner’s own design at the end of the visit.  

The learner is responsible for providing a method of gathering feedback for the observer to use. This can be of their own design, and/or adapted to meet the needs of the individual. The provided pro forma can be used where appropriate. The method used will depend on age, ability and language/communication needs of the individuals in need of care and support and/or their carers. 

This section will include examples of the ways in which effective communication impacts on practice in relation to language use, language needs and cultural sensitivity. You must demonstrate the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012).

Please ensure you meet the Learning Outcomes for this task (See appendix 5 of the handbook).  

Please answer the questions below.

Observation Summary 

Please include name of the expert witness observing in learner’s details section of the portfolio.

Date of observation:  _ 29/09/2025_ _ _ _ _ _ _ _ _ _ _ _ 

To be completed by learner. 









	Question:
Context
Set out the social work objectives and give a brief description of the situation including geographical and legislative contexts and any relevant cultural, ethnicity and language issues, including how consent was gained and how you have considered the impact of the observation on the individual in need of care and support and/or their carers.  

300 words (+/- 10%: include your actual word count at the end of each section).

Review was requested by the daughter due to a deterioration in her mother’s degenerative condition. Direct payments were in place, but current care hours no longer met her needs. Living in rural Wales has made sourcing Personal Assistants (PAs) difficult, a concern was noted that the existing PAs were working beyond their paid hours, risking withdrawal of support and therefore vigilance around safeguarding and sustainability of care.
At the review I will explore with ‘5’, her current care and support needs, ensuring her voice, choice, and control are central. I will assess whether the current direct payments align with the Social Services and Well-being (Wales) Act 2014, using a strengths-based approach to identify barriers and promote least restrictive, outcome-focused solutions. There is no previous information around the Active Offer, ‘More than Words, (Welsh Government,2012) therefore the assessment will be offered in Welsh, promoting dignity and cultural identity.
System noted initial contact via daughter, but no evidence it was voiced by ‘5’. To clarify, I phoned ‘5’ directly. The daughter answered, so I requested loudspeaker use. Consent and capacity were confirmed by ‘5’ for the visit and observation, where she expressed her wish for her daughter to be present. ‘5’s autonomy was prioritised. ‘More Than Words’ was offered to support language choice; ‘5’ confirmed English.
I considered that ‘5’ may feel more comfortable with her daughter present and this indicated that she felt that she has trust in her daughter and her daughter may be her support network. ‘5’ may have felt fearful of 2 strangers visiting her own home and may see that as an invasion of her privacy. Additionally, she may feel vulnerable as a wheelchair user. By having her daughter’s presence may also help to relate back the conversation after we have left. To promote collaborative working, I confirmed on the time they offered.
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	Question: 

Critically reflect on your communication methods and skills during the observation; including how you identified whether you had the necessary communication skills to work with the individual in need of care and support and/or their carers.   

You must use a person-centred approach to demonstrate the integration of social work ethics, values and the Code of Professional Practice. This must include culturally and linguistically sensitive practice and the principles of the “Active Offer” and make reference to “More than Just Words” (Welsh Government, 2012). 

Question

During the observation, I was mindful to promote effective communication to ensure that ‘5s’ voice and control always remained central to my intervention. Furthermore, I adopted a person-centred approach, which placed ‘5’ at the heart of decision-making and care planning which therefore underpinned the social care principles of the Professional Codes of Practice (CoPP). By following the principles, I demonstrated respect for ‘5’ as the expert within her own life and directed ‘5’ to identify her own care and support needs. I felt this approach acknowledged ‘5’ as a person with unique preferences and values. Reflecting on the effectiveness of this theory and way of working, I felt it achieved a mutual understanding.  I recognised and respected her autonomy and participation and therefore I felt inclusion flowed. This approach enabled ‘5’ to gain trust in myself. It allowed ‘5’ to make choices and take control and source herself what she required. I initially agreed with (Ahmed, 2008, cited in Gardner, 2013, (p.461) who reclaimed ‘fear that personalization is being used to address severe resourcing issues and ultimately poses a threat for the future of the social work role.’  However, at this review, my person-centred practice highlighted the strengths and positives of ‘5’ enabling her to not only identify on her negativities but how she could meet some of these needs herself or via her existing support networks. As the professional in this context, I used appropriate terminology to help ‘5’ recognise where she could access further support which included third sector organisations. In reflection, I recognised that by collaboratively working with ‘5’, it also supported the budget restraints that social care face, by being creative. I therefore disagree that personalization being a threat to the social work role and note that it enhances the outcomes.  However, I note that personalization may carry a risk of inequalities since some individuals may have to navigate complex situations without the skills, resources and knowledge and therefore could result in those without the guidance and or those on socioeconomically advantaged groups placed at risk. Therefore, I will voice that the role of the social worker is and needed and still valid to support with personalization. 

Throughout I noted the daughter placed her head down a few times and her expression was clear that she was struggling with what mum said on times. However, I continued to listen to ‘5’ but also tried to ask the question slightly different to see if ‘5’ might reconsider her answer. This enabled ‘5’ to remain in control but by asking in different ways it enabled me to support ‘5’ to draw out what she could not do and where she was indeed was struggling, allowing ‘5’ to come to the decision herself that the current direct payments in place were not sufficient. I reminded ‘5’ that as part of the Welsh legislation part 4 section 19-29 of The Social Services and Wellbeing (Wales) Act 2014 (SSWBA,2014), that individuals who have care and support needs will be entitled to an assessment and that was her right. As with the Eligibility Framework for Care and Support Needs which is set out in the Care and Support (Eligibility) (Wales) Regulations 2015 I would support and advocate her application to panel. I was mindful that the daughter’s views as a carer were not ignored but did not overpower ‘5’. If the daughters voice overtook the mothers view it may have been detrimental to the outcome of ‘5’ remaining at the heart of the involvement. Being a daughter myself, I could reflect on my own values of frustration if my mother minimised her struggles when help was offered. Especially when it was impacting on my own family and work commitments as an unpaid carer. However, as a professional, I must supress my own anti- discrimination practice, values and morals always. On reflection by using the person-centred approach at this review I felt it helped me to focus and continue to place ‘5’ at the heart of the decision-making whilst promoting her autonomy aligned with the British Association Social Workers, (BASW) Code of Ethics, which emphasises human rights and social justice (BASW, 2021). Later I recognised that I missed to inform the carer that she was entitled to a carers assessment. This may have been as I was too focused on mum. Moving forward this is something I will need to address.
Throughout the conversation ‘5’ was clearly evidencing that she was in extreme pain and discomfort and I considered she may have wanted to postpone the review. Furthermore, I offered to stop and return another day, again offering an element of power and control.  I checked that ‘5’ was comfortable to continue, and by showing empathy I adapted my method by pausing and allowing the conversation to flow again at ‘5’s’ pace. On reflection allowing the control and power to be placed in ‘5’s’ hands empowered her. I felt by empowerment it gained me respect that I was human, and I was there to listen and not to inform or instruct. I believe this approach helped build trust and encouraged more open dialogue. I showed non-verbal signs. I was conscious of sitting forward and to give the view from my posture that I was listening and receptive. I maintained good eye contact and responded in a non-verbal way whilst ‘5’ was talking such as nodding and making the noise "umm" at the right points during the conversation. Having analysed the situation I feel that my actions did integrate with my social care ethics and values which underpin The Social Care Codes of Professional Practice, (CoPP) principles 1-5, emphasising on dignity, respect, and person-led care. (Social Care Wales,2017) by showing care, empathy and compassion. 

Right at the beginning of this intervention I felt ‘5’ was not honest with herself, however using this theory, helped effectiveness of the assessment. If the trust and relationship was not built it could cause barriers which may resulted in unsuccessful assessments and identified needs being placed at risk. Information was shared around means testing and contribution. Recognising that ‘5’ appeared worried, on reflection maybe this is why ‘5’ initially portrayed she was coping. A lot of service users are fearful on affordability of care. On looking due to the pain and discomfort ‘5’ was experiencing, was it the best time for the review to take place? Maybe I should have stopped the review and return a different day. I was mindful that this individual had already been waiting for 4 months for an allocation and was already struggling with unmet needs. I think this is why I slowed the conversation down and tried to work at her pace, I didn’t want to let her down further.
Throughout the intervention, I was mindful to promote effective communication by ensuring that ‘5’ voice and control remained central In line with the principles of the ‘Active Offer’ where it recognises that services must be proactively offered in Welsh. The Active Offer enhances The Social Services and Well-being (Wales Act 2014, (SSWBA) which is the main legislation in Wales since ‘The Senedd’, Wales own parliament. I considered ‘5s’ preference for first language. This is now a legal duty under the Welsh Language (Wales) Measure 2011 and the More than Just Words framework. acknowledging language preference is a key aspect to cultural identity and person-centred care to promote belonging and safety. By ensuring we uphold individuals’ dignity and autonomy align with the COPP and BASW codes of ethics on inclusion in society and individuals’ human rights. On reflection, I did not consider the daughters first language. I now recognise the important that the active offer is considered also within a right for a carer. This is something I will need to consider in my future practice. What I have learnt and reflected from this experience is that I am not Welsh speaking and recognise that we do not have many Welsh speakers accessible in my team. Therefore, in order not to delay any further waiting times an interpreter may have been required to support the assessment process, this has highlighted to me that careful consideration must be taken to ensure that the correct support and engagement is used when there is a third party narrative in the room and this in itself will require a level of trust from the individual and the professional. 
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Feedback and comments from individual in need of care and support and/or their carers 

Information for the observer

This section of the Observation should not be completed in the presence of the learner. 

No formal written feedback is required from the observer on the learner’s practice. However verbal feedback should be provided to the learner as soon as possible after the observation. If the observer is not the mentor, then feedback should also be provided to the mentor. 

Some or all of the questions below may be used by the observer who can rephrase and add explanations and prompts as required. The observer should record responses from the individual in need of care and support and/or their carers below, or by using an alternative method if required/provided.  
Before asking the questions, the observer must explain to the individual comments will be shared with the learner. It may be useful to explain that it is used as a learning tool for the learner to develop their own practice. 

If the observer is unable to gain feedback, they should briefly say why.

	Was the social worker on time?  Or, if delayed, did he or she contact you?

	“No – She was on time”


	Did the social worker get your permission in advance for the observer to be present? 
Did they explain why they were being observed?

	“Yes – I was ok with that”

	Were you clear why the social worker met with you today?

	“Yes – I was aware she was going to talk to me about how I manage”


	How well prepared do you think the social worker was for his or her meeting with you?

	“Yes, she was very good, and it saved me having to tell her everything from the beginning, she knew a lot”
“I agree, I was not having to repeat myself, like I do sometimes to other people.”

	  How has the social worker listened to you and respected your views and wishes?

	“Yes, she did- will Carol be my Social Worker now?” Advised she would whilst she was undertaking the review/ reassessment. “That is good then

	Did the social worker talk to you in a way that you understood?
Did the social worker consider your language needs?

	“Yes- I understood everything” “Beth (daughter) will help if I need reminding, but I think I am ok”




	How has the social worker’s involvement met your expectations for this visit?

	“More than really”

	Are there any other comments or suggestions that you would like to make?
	“I don’t think so”
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